''C L 3*'. 1 '■' ^ 1 ^ V i i '^T, 1 •^j^;:; -r, -"a*- ^' ^ ^l'" ^H-'''^*' 1 1 

OD 1 ^''^c ^ (1} i* z.^- imv^Tv *:iir.*' ^hd* £ receive f(.^ir r^.^-*i*'Lj^^r-'*" ir. 

*h^ir roior <^i3acat icr."^ 1 cor^Guners; and (Z) ^^^0:2^ carrr-r.t prac^ic^o 
in pof;tsecor.dary eaacatior. ar*^ not aiequat'^ly rc-spor.iiiv-^ t^\^ta3ent 
needs. Consuaeri^n implies a ref orn-cairid-dnf^,ss arA, specifically, a 
lieed for institutional structures that reflect sensitivity to stuient 
rights and needs. Much has already taken place, and .some of ^h^ broad 
outlines of consumer reform in postsecondary education already S'^eo 
to have taken shape. The most visible activity is in the formof 
governmental action, including legislation establishing a set of 
"minimum standards" for institutional operations, and the Federal 
Interagency Committee on Education (FICE) , which includes 
representatives of all federal agencies with responsibilitie'. in the 
area of education. Whether there will be a great increase in 
consumerism activity in the private sector is still very much an open 
question. (Author/KF) 
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•^t:iou, one that rest s on two fundr-r.entai rr.T.ir.es: 

First, that it is irportaat that nfsd.^nts receive f.,ir lr^-,'v..at 
in their roles as educational conB»x-,ers; 



and 



Second, that some current practices in postsecondary e huatirn 
are not adequately responsive to student needB. 
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Ed^^^?:ircT2po\^otd\°f t^:T °" - ion and Po.t.ec.ndarv 

Education Syracuse JnivpL^^ °^P^^5^^"t of Higher Education, School of ' 
Office of 'nSer Educatior'f " ^^^e Bureau of College Evaluation and the 
DepartiBent. Sept^ber 23 S??^"" Services, New York State Education 



vv;ri role i;ure today iv, vi^t r'^-'relv ti" -..n: *• wi-'-t- i*^ - 

of a raif icaEiC aev; venture" in r-^^sr n!-.-.:or...^ •r%" ^ .i' ^ - - *. ■■ 

<• - . . . , 

I w-~uld hope to iii^pre.ss upon you the vlev thnt, n.'ir : -^nn! I v, jr^^ -t ' 

» 

beginning on this issue. Much hab olrendy tak*-m place, ,-r.u! of 
outIir:es of "c;-:r^-:ner ^^'^^ f ..^nn" in ^-^es^seccndary pdn-;ition ^3Ir^?adv r: f- !;j 

TLt* r, >st visible .activity is in the forr: of ^n>vf:riiir.-atal jction. !-:..::v 
l-^v.^^.^ br,^odH:>ed the rand:3te of their licensing ;nirhc^rity uver i t i t m t u-i-^ , 
thr^vK^h new le^nf^latian establishing a detailed set of '^ininii-iiu .rj-.'.- !■ ' ; 
institutional operations. The U.S, Con^'ireBs, as best *'>:rr pi i f i . d bv ^ 
Ar^^ndient, has demonstrated a greater ct^ncern :\^r fair ^r- .vi 
Ihe r.S. 'r^ifice of r-rd.ucalion has taken a fim ::■ 



! ■ . I 



- • ' ' ^'-.^r i;p!:„ .o-r, t^j^r: a 

''-'^ <— ^,r.ite"' '^^nr^i-«-if d^-Milin^: a n-rher of characteristics about the 
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. ^ . . -.I.; I'.n^^'vJ of 
,• ■ V Vi rr. ill <. cnsutnerist 

• ". ■ ' ,, 3:; '-•■..li-f Xf'i n'St-ntatives of all 
. ... : , H ! the area of education, totaling 

< ro \> 3i:vncies in all. A subcurxiiLLee of this group has prepared a "strategy" 
report on federal involvement in conp»irr.erism that provides «iuch of the groundwork 
for current federal activity on consumerism. The report argues, for instance, 
that consumer provisions for tuition refunds and full disclosure should be part 
of all federal -funding programs. It also recoimnends establishment of a national 
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" "" • .^ L^pt pro- 
" oi p.i.st.'.econdary 
- •'i-as, foo, including one 
' ' 1 . ri-.iUation, r,t^3te licensing, 
i : ■:.:ru.fiding development of a tuition- 
• Ha.-mcial interests when institutions 
r-rort, which has been endorsed by all of 
~ has mst been published in final form by the 
• - ti^d it useful reading. Only a few of the report's 

-ive been implemented thus far. it's likely that, in one form 
' ral others will be implemented in the months to come. 

fate of its specific recommendations, the report is useful in 

iJ'*lf because it provides valuable insight ^n^^ ^^ 

Die insight into the consumerism thinking that 

r.e..vea „.„„„.x ^^^^^^ ^^^^ 

for "full ,,3clo.„.e.. of pe„i„s„t I„fo„atio„ ..out an educational p„g.a„ 
3o™.«.a3 to faoUUate InteXa^ent .acl.ons applicants an. at otHa. tl^ea 
CO protect atudenta a nu„.er o. posal.le a.uaea; tHrous.out. t.e reco^an.a- 

»o„. rel, .aavll, o„ l^atl^ ,,f^. ^^^^ 

and pertinent information provided bpfn,-« o ^ 

provided before entry into a program will ensure fair 

treatment or, at the verv lpac:^ u^f-^ 

very least, better consumer decisions about whether to enroll 



in a program. 



informational safeguards thus serve as the „aJor points of strata^ f„. 
-St federal-asenc, reco^andatlons on cons™erls„. . sl.llar approach Is 
reflected m .ost other natlonal-level actlvlt, that has thus far ta.en place 

..rect or Indirect sponsor of „ost other pro-cons^er action. xHe t„o national 
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conferences on consumer protection, while sponsored by the Education Conn^ission 
of the States, were funded by FICE. So too, the Model State Legislation for 
State Approval of Postsecondary Institutions is a document developed by the 
Education Con^ission of the States with FICE. funding. An "informational safe- 
guards" approach is also reflected in the focus of a multi-institution consumerism 
project of the Fund for the Improvement of Postsecondary Education, entitled 
"Better Information for. Student Choice." 

One difficulty I have with such an approach is its heavy dependence on the 
single device of providing better information to students. Better information 
should be made available to prospective students, but this is not enough to 
ensure what I've ta.en to be the goal of cons^erism - fair treatment throughout 
the course of an educational program. We also need improved complaint or grievance 
procedures for students, particularly so that minor problems can be resolved 
before they become major sources.of dissatisfaction. We need greater faculty 
sensitivity to the interests and needs of the student population of today and 

£ t-u tjq pppH a host of other minor reforms 

to heightened student expectations of them. We need a host 

in institutional operations, dealing with all the various aspects of the institu- 
tion-student relationship that were discussed in the workshops yesterday afternoon. 

Because I believe that individual institutional .reforms are needed - 
band-aid solutions, if you will - I wish that I could tell you about a wide 
range of campus responses to consumerism taking place across the country. Maybe 
I could do so in a few years, but right now the best I can do is mention some 
examples of institutional efforts to respond to consumerism issues. Campus 
"hot-lines" with information on where-to-go-with-what-problem have been estab- 
lished on some campuses. College catalogs have been scrutinized carefully on 
other campuses and some institutions have begun providing career-information 
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broohures to .pplicnts along „UK c.alog -aterials. «a„y =.™pusa=. of course, 
have long had an o:.buds.an =yste. or other traditional procedure, for handling 
student complaints. Often, Instead, complaints have been the responsibility of 

the student-affairs staff. 

one -institution has already developed a statement of "faculty obligations" 
toward students. Several others have begun a thorough reevaluation of course 
descriptions. Otherwise. I hear individual anecdotes about instances of greater 
faculty sensitivity to consuxnerisxn - as with the professor who told the class 
at its first meeting that, while he normally graded students on the basis of the 
required two ter. papers, he'd gladly give a final exan. to anyone who wanted one. 

AS yet though, despite a slowly growing nuxnber of institutions that are 
developing-a response to the issues, there is no massive, nationwide consumerist 
effort talcing place on the nongovernmental side of postsecondary education, 
some institutions, or more appropriately perhaps, some individuals have initiated 
a variety of campus-level responses. Some education associations, most notably 
ECS but recently others too. have begun to turn their attention to consumerism. 
Even so. this conference may be one of the first forums for discussion of the 
implications of consumerism specifically for the academic program of institutions, 

What's next? Where will consumerism be in the next months? One can be 
sure that there'll be more federal-government activity. The student-aid bill 
now being discussed by Congress, the O'Hara bill, includes consumer-protection 
safeguards that are similar to those governing the GSL Program; Representative 
O'Hara's bill would extend such consumer-protection coverage to all federal 
student-aid programs. So too. Representative Biaggi. o. New York, has recently 
introduced a bill that would establish a computerized Student Aid Data Bank, 
designed to provide a quick but comprehensive overview of all aid sources for 
which a particular student is eligible. The FICE Subcon^ittee , too. is in the 
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process of developing recoininendations for implementation of its earlier outline 
of needed reforms. 

Whether there will be a great increase in consumerism activity among the 
private sector is very much an open question. There's a possibility, or course, 
_ - that the cause of consumerism will get a boost from Titla IX. The final regula- 
tions for compliance with Title IX call on institutions to adopt and publish 
grievance procedures to resolve student (and employee) complaints alleging 
discriminatory treatment on the basis of sex. In some cases, newly established 
Title IX procedures should provide a precedent or a vehicle for adequate 
response to the entire range of potential student grievances. 

So also, currently available examples of institutional or associa tional 
efforts may provide the impetus for much wider institutional response. A great 
deal of the reform in postsecondary education is based on the initial experiences 
of a few institutions that, when shared with others through a whole series of 
conferences and meetings including, for instance, the **idea fairs" sjionsored 
by the State Education Department become the basis for widespread change in 
institutional practices. This may be the case with responses to consumerism. 

What we need right now is a broad-based ilebate over the specific components 
of a response to educational consumer issues. On each campus, a variety of 
institutional policies and practices need to to be reexamined for their 
appropriate'ness ; ^ conferences such as this one need to be held in order to 
facilitate the exchange of ideas and the sharing of information on workable 
approaches. 

And all of these efforts need to be premised on an understanding of the 
real issues underlying consumerism. Whatever we call it, the issues basically 
involve fair treatment of students, and the need to have institutional policies 
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.nd pr^cElcs that c.n provide . fair. ho..st a„d facili.ativ. basi= for 
Student learning. 

For o„ce „ha„ facing a ns» issue, »e have a set of ter„s. Ir. fact the 
entire consu^erisn, vocabulary, by which to label the larger social change that 
„e are experiencing and to which „e need to respond. By whatever na„e, we are 
witnessing an increased sensitivity to and concern over a student's educational 
needs. Lawsuits and federal reflations represent merely the ™ore formal aspects 
of such concern. 

This increased concern undoubtedly has »any sources. fro„ the tightened Job 
„er.et and the declining economic value of a college degree to the fears of 

11 f- =r,H ^hP corresponding increases in the "new 
declining full-time enrollment and the corresp g 

.tudenf. component of our clientele, adult students especially. Ifs no accident, 
I would say. that .any of the student lawsuits we're noticing recently have been 
initiated by "older" students, especially wo„,en returning to .chool. 

Let »e conclude on this note. Me now face, in great measure, a quite new 
.et of student needs and Interests. They .ay resemble those of earlier generation 
„,..tudents to so„e extent, but at the sa^e tl„e. they are sufficiently different 
that they warrant new policies and practices, a renewed examination of the entrre 
.tudent-institution relationship in light of changing student needs. 
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■ iFederal Interagency Co™.ittee on Education lH|g4 %^ff^^,f:^^nt 
f^r,,«£ti,^^L^h,.»|-i|^^ for Education^ 

^TiSalth, Education and Welfare, Office ot the flss 

July 1975.) 

2,.. a listing Of areas of --^s^.^^:: 
see Elaine El-Khawas, "Consumerism as an Emerging Is ue 
tion," Educational Record, Vol. 56, No. 2, Spring 
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